
Rechargeable Repairs

Family Mosaic is responsible for most, but not all repairs. 
There are some repairs that are your responsibility as the 
resident. We may carry out these repairs and jobs for you, 
but will charge you an excess towards the cost of the work.

Family Mosaic will always carry out repairs where damage is 
a result of normal wear and tear. However, there are times 
when Family Mosaic finds it necessary to charge residents 
for repairs carried out on their property. 

Your repair responsibilities are set out in your tenancy 
agreement and the Resident Handbook given to you when 
you signed your tenancy with us. These types of repairs 
will usually be as a result of accidents, criminal damage, 
misuse, neglect or wilful damage. These can be caused by 
your own actions, a member of your household or visitor, or 
a household pet.

www.familymosaic.co.uk

Criminal damage
You will not usually be charged for 
repairs caused by criminal activity 
or anti-social behaviour. Simply 
provide evidence that the incident 
was reported to the police (ensure 
you request a verifiable crime 
reference number) and that they 
are investigating the crime, and 
the work will be carried out at no 
cost to you.

Routine maintenance
If you report a routine repair that 
is your responsibility and subject to 
recharge, where possible we will:

Make you aware of this at the 
time you report the repair

Advise you of the estimated cost 
of the repair

Send you a ‘recharge’ and 
‘agreement to pay’, form 
agreeing that you are responsible 
for the work and agreeing to the 
amount you have been charged.

Where an operative attends 
a non-emergency repair and 
the repair is one that is your 
responsibility, the repair may 
be completed but you will be 
charged at a later date.
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If, after leaving the property, we have to do any work that is more than 
fair wear and tear we will recharge you the cost. In the case of a mutual 
exchange with another Family Mosaic resident, we will not allow you 
to move into another of our properties until we are satisfied with the 
condition of your current property, or you have agreed to pay for us to 
carry out the work required.

Repair charges
Our repair charges are divided into five types. These types are listed below 
with some examples of the jobs that fall within these categories. 

You will be informed of the charges when you report a rechargeable repair 
that is not listed here:

Ask you to send in the forms 
along with a cheque or postal 
order, or phone the main 
switchboard and ask to speak to 
an Income Officer to make a card 
payment for the amount that you 
have been charged. 

Emergency repairs
In cases where the work needs to 
be carried out as an emergency, we 
will make the property safe but will 
not complete the repair until you 
have signed a form agreeing to pay 
the costs. 

Moving home
If you decide to leave your home, 
you must leave the property in a 
fit condition for the next resident. 
Any damage or unauthorised 
alterations must be returned to 
their original condition. You must 
also ensure that you:

Make sure all cupboards and  
sheds are clear

Remove all furniture and white 
goods not provided by us and 
personal belongings 

Remove all rubbish, both inside 
and outside the property 
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Type 1 -  (£25.00 + VAT)

Replace electric socket, switch  
or light fitting

Replace broken toilet seat
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Type 2 – (£50.00 + VAT)

Lock change

Make good hole in internal wall
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Type 3 – (£75.00 + VAT)

Make good hole in ceiling

Board up and re-glaze door
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Type 4 – (£100.00 + VAT)

Force entry and change locks

Board up and re-glaze window
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Type 5 –  (£150.00 and over + VAT)

Renewing a wash hand basin  
and pedestal

Bath or broken toilet
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Bengali French

Somali Spanish

Turkish Vietnamese

Printed on FC paper  
from mixed sources  
including recycled.

Talking your language

This document gives you information about Rechargeable Repairs. If 
you need any part of this document in large print, Braille, on CD or 
explained in your own language please contact us on 0845 600 4436.
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Rechargeable Repairs

Family MosaicMaking payments 
For emergency repairs, once you have agreed to pay for the work 
you will receive an invoice and payments can be made by cheque or 
postal order (payable to Family Mosaic) at:
Family Mosaic
Albion House
20 Queen Elizabeth Street
London
SE1 2RJ

You can also make a debit OR credit card payment by phone. Contact 
Albion House reception team Monday to Friday 9.00 am to 5.30pm 
on 0207 089 1000 and ask to speak to the duty Income Officer.

Note: All payments for non-emergency repairs must be paid 
upfront. For emergency repairs, payment must be made within 
30 days of the date of invoice  

If you are experiencing financial difficulties and cannot pay the 
whole bill at once, you may be able to pay by instalments. You 
should contact the Income officer for your region, whose details 
can be found at www.familymosaic.co.uk under Tenant Zone.

If you do not have access to the internet please call Albion House 
switchboard on 020 7089 1000 and ask to speak to the  
Income Team. 


